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OCEAN HOUSING
QUARTERLY PERFORMANCE BULLETIN
REPORTING PERIOD - Quarter 4 January to March 2025

Note: The Regulatory Tenant Satisfaction Measures have been incorporated into the Performance
Bulletin using the technical guidance reference numbers and shared in blue.

Key:
Colour Code Colour Definition
Red Board attention required
or target unlikely to be
achieved by year end
Amber Board awareness of trend
required, but target
expected to be achieved
by year end
Green Board to note progress
with target/ activity on
track
Trend Definition
> Performance unchanged from previous quarter
4\ Performance improved from previous quarter
N2 Performance worse than previous quarter
Content: .

Section A Customer Experience and Tenant Involvement
Section B Tenant Satisfaction Measures (Perception)
Section C Neighbourhood and Communities

Section E  Asset Management

Section G New Homes



SECTION A - CUSTOMER EXPERIENCE (CEX) AND TENANT ENGAGEMENT

VIP/ Monitors (Point in time)

Total Will
Year Total | Target MO achieve
# CEX & Tl Activity end Q1 Q2 Q3 Q4 YTD 24/25 :2:—1,— Trend target at
23124 q year end
AQO1 m'in‘:;;"g'ta' engagements (Point | 965 | 11329 | 10052 | o158 | 9513 | 40052 | 37000 | 9513 B
o -
ooz |7 of digital engagements vs. 51% | 60% | 56% | 51% | 50% | 54% | 55% | 19005 ¥
telephone contacts (Point in time)
% of digital engagements resolved
A003 |at the first point 88% 73% 70% 75% 70% 2% 90% 5224 W
(Point in time)
Queries from telephone
A004 |engagements dealt with at first 83% 70% 67% 2% 69% 70% 85% 8422 W
point of contact (Point in time)
pops [Satisfaction rating with telephone | go | ggoy | g4% | 89% | 92% | 83% | 5% | 302 H
response (Point in time)
Complaints relative to the size of
CHO1 (A) the landlord — Stage 1 (Cumulative) 36.78 7.31 19.2 3466 | 53.50 | 53.50 | 29.00 81 W
Complaints relative to the size of
CHO1 (A) the landlord — Stage 2 (Cumulative) 9.67 0.94 3.51 5.62 7.94 7.94 247 10 W
Complaints responded to within
CHO02 (A) [Complaint Handling Code 91% 100% | 100% | 100% | 100% | 100% | 100% 81 =
timescales — Stage 1 (Point in time)
Complaints responded to within
CHO2 (A) [Complaint Handling Code 97.56% [ 100% | 100% 96% 100% 99% 100% 10 fh
timescales — Stage 2 (Point in time)
Number of outstanding Housing
A006 |Ombudsman investigations (Point 1 3 3 5 5 5 N/A 1 N/A
in time)
pog7 |Satisfaction rating with complaint | 550, 0 78% | 41% | 35% | 39% | 65% [3Survey| W
handling (Point in time)
poog |NO: engaged tenants (New Panel/ | 509 | 379 | 389 | 365 | 127 | 127 | 420 | 127 ¥




SECTION B - TENANT SATISFACTION

Total Volume will

% tenants either fairly or very Year Total | Target . achieve

& satisfied end | ¥ Q@ | @ | Q4 | yrp | s :Z:er Trend | i rgetat

23/24 q year end
TPO1 S;’i;?r']'gse“"ce provided by Ocean 78% | 78% | 78% | 76% | 77% | 77% | 85% | 187 )
TPO02 |Satisfaction with repair 78% 81% 89% 84% 84% 85% 80% 121 =
TP03 :;?eenti';z’;ff complete the most 70% | 80% | 74% | 83% | 78% | 79% | 76% | 122 ¥
TPO4 |Home well maintained 78% | 81% | 78% | 82% | 8% | 81% | so% | 170 >
TPO5 |Provides a home that is safe 83% | 83% | 85% | 85% | 90% | 8% | 87% | 181 )
TPO6 |Listens to views and acts upon them 69% 65% 69% 67% 72% 68% 72% 162 dh
TPO7 ::t‘;f youinformed about things that | - za0, | 760, | 739 | 779% | 83% | 77% | s2% | 167 P
TPO8 |Treats tenants fairly and with respect 86% 84% 86% 87% 88% 86% 87% 185 qh
TP09 |Approach to complaints handling 34% 34% 40% 42% 44% 40% 50% 46 qh
TP10 ﬁi‘?&;ﬁ‘:&‘m“”a' areascleanandwell | 730, | g4o0 | 78% | 70% | 79% | 78% | 76% 98 '
TP11 'r\]":i'g;’z:ufﬁjgg’e contribution to the 67% | 70% | 67% | 70% | 70% | e9% | 74% | 141 D
TP12 Qgﬁ;‘\’/?;:rm handling anti-social 6% | 65% | 64% | 67% | 73% | 67% | 70% | 127 )
B001 |Easy to deal with 82% 80% 78% 81% 83% 81% 85% 186 ih
B002 |Trust Ocean Housing 72% 68% 70% 71% 79% 72% 78% 182 ih
B003 |Rent provides value for money 84% 82% 82% 86% 85% 84% 88% 169 ¥




SECTION C - NEIGHBOURHOODS AND COMMUNITIES

Will
Neighbourhoods and Total Year Total | Target | Volume achieve
Communities end 23/24 el ae e it YTD 24/25 UG target at
year end
coot |Average calendar days for 19 days 20 18 14 14 16.5 18 |115vyTD| =
standard re-lets

Tenants satisfied with letting
process

C002 99% 100% 90% 96% 100% 97% 98% 85YTD ]

285 111 78 69 84 342 N/A 342 YTD N/A

Number of Cause for Concerns

raised/of which support already

co03 f; lace or referral made to
::ancy % Accepted
as a new 55% 41% 52% 76% 56% N/A N/A N/A
CFC
NMo1 (1)[ASB cases relative tothe size of | g o7 | 1598 | 2128 | 209 | 41.01 | 4101 | <30 |181YTD W

the landlord** (Cummulative)

ASB cases which involve hate
NMO01 (2) [incidents, relative to size*** 0.23 0 0 0 0 0.00 N/A 0 =
(Point in time)

Cops |Tenants satisfied with the 65% 80% | 72% | 72% | 73% | 74% | so0% | 42vTD | A4
outcome of their ASB case

Tenants satisfied with the o o o o o o o
C005 handling of their ASB case 62% 90% 100% 72% 66% 82% 80% | 46 YTD 7

Tenants satisfied with the 320
C006 |Grounds Maintenance service — 49% 51% NA NA NA 51% 76% returns N/A
annual survey 2023/24

Tenants satisfied with the 254
C007 |Communal Cleaning service — 47% 43% NA NA NA 43% 76% N/A

annual survey 2023/24 returns
Tenant Monitors satisfied with 3 o o o o o o 32
C008 Grounds Maintenance service 87% 92% 97% 97% 100% 97% 87% (Q4) ih
cogg | Tenant Monitors satisfied with 91% 86% | 97% | 94% | 94% | 93% | 93% Y >
Communal Cleaning service (Q4)

** NMOT1 (1) definition - TSM definition says "Total number of anti-social behaviour cases opened by or on behalf of the provider
during the reporting year (including any ASB cases that involve hate incidents)

*** NMOT (2) definition - Number of anti-social behaviour cases (as reported in part 1) that involved hate incidents opened by or on
behalf of the provider during the reporting year

For both indicators, the number of cases is to be divided by the relevant social housing stock at the year end and multiplied by 1000

*Total Former Tenant Debt comprises 5,6,7 for which no sub-targets are set.
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SECTION E - ASSET MANAGEMENT

Statutory requirement (S)

Non-Statutory requirement (NS)

Total Volume Wwill
Repairs, Maintenance Year Total Target . achieve
& and Improvements end & s B e YTD 24/25 ql::::er fend target at
24/25 year end
Homes that do not meet
RPO1 | Decent Homes Standard 0% 0% 0% 0% 0% 0% 0% N/A =
(S) *kk
RPO2 | Non emergency repairs | g5 | 630, | 784% | 81.5% | 77.9% | 81.0% | 85% 1852 W
(A) completed on time
RPO2 | Emergency responsive | gq9/ | o4 69, | 92.8% | 93.4% | 90.7% | 92.9% | 100% 813 W
(B) repairs completed on time
E004 Repa'rsﬁcrgt”::‘;'f;ed 9Nt | 919, | 84.9% | 83.6% | 84.4% | 86.1% | 84.8% | 95% 2850 A
Tenants satisfied with the
E005 kitchen and bathroom 100% | 100% | 100% | 100% N/A 100% 97% 0 i
programme
Eoop | 'enantssatisfiedwith | gno | g0 | 500 | 83% | 77% | 68.5% | 90% 85 W
empty property standard
103% | 28.8% | 28.2% | 35.6% | 29.2% |121.80% 100% 29.2%
(1] . 0 . (1] . 0 . 0 . (o] . (1] *
Stock Condition Surveys from 862
E007 | against annual target (%
and No.)
880 248 243 307 252 1050 862 252 ¥
Rented properties Energy 2858 f
E008 | Performance Certificate | 63.4% | 64.1% | 65.0% | 65.5% | 66.8% | 66.8% | 67.0% Ll I Y
Band C or above 4280
Live Disrepair/ unfitness
E009 claims non DMC related 0 ! 1 0 1 3 NA ! v

*** tenant refusals allowable




Statutory requirement (S) Non-Statutory requirement (NS)

Total Will
. Year Total Target achieve
# Health & Safety Compliance end Q1 Q2 Q3 Q4 YTD 24/25 Volume Trend target at
23/24 year end
Bsoq | Gas Safety (So)n(; ‘;ar'e”d retum | 400% N/A N/A N/A 100% N/A 100% | 1982 fh
Quarterly Gas 1982
EO10 Safety 100% 100% 100% 100% 100% 100% 100% from =
() 1982
. 0
E011 Incidence of Gas Safety record 0% 0% 0% 0% 0% 0% 0% from >
renewed late (S)
1982
4312
EO12 Electrical Safety - 10 years (S) 100% 100% 100% 100% 100% 100% 100% from =>
4312
EO013 Electrical Safety - 5 years (NS) 950 228 268 233 109 838 1,191 605 L 7]
Electrical Safety Category 2 2
EO014B unsatisfactory observations N/A (] 2 2 2 2 0 from =
outstanding 12
Fire Safety -Communal areas o o o o o o o
BS02 Risk Assessments (S) 100% 100% 100% 100% 100% 100% 100% 577 =
Fire Safety -Communal areas
EO015A |Risk Assessments — outstanding NA 0 1 3 0 0 0 0 fh
actions
. 26
Eote | e Saf‘z‘;ﬁ%’:&‘ga' areas 1 100% | 100% | 100% | 100% | 100% | 100% | 100% | from =
26
. 2285
g0tz | Fire Safety - h,‘\’l‘éseho'd checks | 400% | 99.7% | 99.9% | 99.2% | 99.8% | 99.7% | 100% | from fh
(NS) 4260
. 2957
BS03 l\f;z‘;k :’r:gn'i‘ssbers\‘/tgss 86% | 86.1% | 88.9% | 90.6% | 94.2% | 94.2% | 100% | from i
g urvey 3140
15 6 1 2 24 24 dh
24
BS04 | Water Safety Checks Legionella 618 from
24
62.5% 25.0% 4.0% 8.0% 100% 100% A
. . 22
BS05 Passengec:]'e'félf;fse)ty SeIC® 1 100% | 100% | 100% | 100% | 100% | 100% | 100% | from >
22
E018 Communal fire safety door 100% | 100% | 100% | 100% | 100% | 100% | 100% | P2k =
checks for high rise building House
Flatted schemes under third 30f3 White
party management evidencing | 3 out of | 2 out of | 2 out of | 2 out of | 2 out of | 2 out of © River
E019 full I f 3 3 3 3 3 3 fuly  foacenon| WA
ull compliance for compliant _
communal/external areas (S) compliant
E020 n,:?gfgé?::ég‘iﬂ;:;: ;te:tz;]:r 0 from 0 from 0 from 0 from 0 from 0 from 0 from 0 from N/A
) Y 360 90 90 90 90 360 360 90
Property Compliance




SECTION G - NEW HOMES STRATEGY

Total
# Tenant Satisfaction Ye?l?ir Q1 Q2 Q3 Q4 1;.’:;' Tza‘:/gzest Volume | Trend
23/24
New tenants satisfied with o o o o o o
HOO1 | . w affordable homes | 23% N/A 100% | 100% | 100% | 100% 96% 8 N
[New Homes Build Completions
# Tenure e Complete| Rating P On site |Rating
Target Target
HO02 |Affordable Rent 85 77 45 18 >
HO03 |Affordable SO 67 61 21 15 >
HO04 |(Totals 152 138 66 32 >
rotal
Unsold Shared Year Target
i Ownership assets end i 22 oE L 24/25 U
22I2A
HO05 |0 — 3 months 12 6 3 0 9 N/A >
HO06 |3 — 6 months 0 7 2 2 2 0
HOO7 |More than 6 months 2 0 2 2 2 0




